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Definitions

Ombudsman is an official who 1is
designated to assist you to overcome the
delay, injustice, or impersonal delivery of
services.

Client is any person served by an agency,
facility, or program, who is receiving
services or treatment for mental illness,
developmental disabilities, chemical
dependency, or emotional disturbance.

Agency means (1) the divisions, officials or
employees of the Department of Human
Services, Department of Health,
Department of Education, local school
districts or (2) county social services
agencies "that are engaged in monitoring,
providing, or regulating services or treat-
ment for mental illness, developmental
disabilities, chemical dependency or
emotional disturbance."

Facility or Program means a residential
or non-residential program or an acute care
inpatient facility that provides services or
treatment for mental 1illness,
developmental disabilities, chemical
dependency or emotional disturbance. The
latter includes psychiatric units in private
hospitals.

Why call an Ombudsman?
You may choose to call with:
e a concern or complaint about services
e a question about rights
e a grievance
e access to appropriate services

¢ an idea for making services better

e a general question or need for
information concerning services for
persons with mental disabilities

How We Decide Who We Can Assist

Concerns or complaints can come from any
source and should involve the actions or
inactions of an agency, facility or program.
Issues can be client-specific or a system-wide
concern.

Priority is given to:

o Matters affecting the health, safety or
welfare of clients

Situations of abuse or neglect
o A disregard of client rights

The deaths and serious injuries of clients
e The quality of services provided

¢ Policies and practices that diminish client
dignity or independence

e Laws or rules, their interpretation and
their effect on services to clients

Actions We May Take
The OMHDD tries to resolve concerns or com-
plaints in a way that improves the quality of care
clients receive.
Possible actions by the OMHDD include:

e Mediate or advocate on behalf of a client

¢ Consult with providers about policies,
practices and procedures

e Gather and analyze information

e Conduct reviews and/or investigations
e Review Deaths and Serious Injuries

o Examine records

e Make site visits

e Make recommendations, issue reports and
monitor results

Things to Try Before
Calling an Ombudsman
A difference of opinion or misunderstand-
ing is often resolved by simply taking the
time to talk and listen. Here are some
basic steps in trying to resolve the issue
yourself.
¢ Be Prepared - have relevant
information available before you call
the agency or program. A short
telephone call may save hours of
time and headaches.

¢ Be Pleasant - treat others as you
would like to be treated. Getting
angry or rude will not resolve the
problem and may confuse the real
issues.

¢ Keep Records - take notes, ask for
names and titles of those you speak
to and keep all correspondence.

¢ Ask Questions - ask why the agen-
¢y or program did what they did.
Ask for the relevant rules,
policies, or laws.

¢ Read Everything Sent To You -
Many agency decisions may be
appealed but there are deadlines
and procedures to follow.
If you have followed these suggestions
and are unable to resolve your problem,

please give us a call. We may be able to
assist you.

When you make a complaint in

good faith, Minnesota State Law
protects you from retaliation.




